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ABSTRAK 
Kajian ini dilakukan ke atas lima pejabat cawangan Jabatan Penilaian dan Perkhidmatan 
Harta (JPPH) yang terawal melaksanakan MS IS0 9002 dengan objektif untuk melihat 
keberkesanannya dari aspek mempercepatkan kesiapan kes penilaian, peningkatan kualiti 
perkhidmatan, faedah dan kebaikan standard dan proisedur kerja MS IS0 9002 serta 
mengkaj i faktor-faktor yang mempengaruhi keberkesanan pelaksanaannya. Keberkesanan 
pelaksanaan MS IS0 9002 merupakan pembolehubah bersandar manakala kefahaman, 
komitmen dan kepimpinan pihak pengurusan adalah pembolehubah bebas. Faktor 
demografi juga dikaji bagi melihat perbezaan kepada. pembolehubah bebas dan juga 
pembolehubah bersandar. Data yang diperolehi melalui soalselidik daripada kakitangan 
pejabat cawangan dengan menggunakan kaedah StratiJied Disproportionate Sampling. 
Data yang dipungut dianalisis dengan menggunakan analisis deskriptif dan ujian 
statistik. Ujian statistik terdiri daripada ujian-t, ANOVA, Korelasi dan Regresi Berganda. 
Dari analisis deskriptif didapati MS IS0 9002 telah dapat meningkatkan kualiti 
perkhidmatan, menyeragamkan kerja di seluruh JPPH dan standard dan prosedur kerja 
menjadi lebih teratur dan jelas. Bagaimanapun pelaksanaan MS IS0 9002 tidak 
menerangkan dengan signifikan bahawa ianya dapat meningkatkan produktiviti. Begitu 
juga tidak signifikan dalam memudahkan kerja, menjimiatkan masa, mengurangkan kerja 
yang tidak berfaedah dan mengurangkan karenah birokrasi. Ujian ANOVA menunjukkan 
bahawa komitmen kakitangan dan kefahaman terhadap MS IS0 9002 berbeza mengikut 
kumpulan jawatan. Komitmen seseorang kakitangan didapati tidak berbeza dari segi 
jantina, tempoh perkhidmatan dan juga kursus ymg dihadiri. Ujian Korelasi 
menunjukkan bahawa ketiga-tiga pembolehubah bebias mempunyai hubungan yang 
berantaian dengan kekuatan yang sederhana iaitu nilai pekali korelasi di antara 0.465 
hingga 0.5 85. Dari analisis Regresi Berganda, ketiga-tiga pembolehubah bebas 
menjelaskan dengan signifikan varian dalam keberkesanan MS IS0 9002 di mana 
kefahaman merupakan penyumbang yang paling tinggi dan terpenting terhadap 
keberkesanan pelaksanaan MS IS0 9002 di JPPH. 
Kajian ini juga telah dapat mengenalpasti kekuatan dan kelemahan Sistem Kualiti MS 
IS0 9002 di JPPH. Masalah utama yang dikenalpasti. ialah penggunaan borang yang 
banyak dan masih berlaku ketidakseragaman amalan kerja di antara pejabat-pejabat 
cawangan. Penemuan-penemuan berkenaan penting bagi membolehkan Jawatankuasa 
Kajian Semula Pengurusan MS IS0 9002 mengarnbil tindakan pemulihan bagi 
melicinkan lagi sistem pengurusan kualiti. 
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ABSTRACT 
Five branches of the Valuation and Property Services Department (JPPH), Ministry of 
Finance, Malaysia, which were the first to implement the MS IS0 9002 certification, 
were chosen for this study. The objectives of this research are to study the effectiveness 
in aspects such as expediting the completion of valuation cases, improving service 
quality, the benefits and advantages of work standards and procedures of MS IS0 9002 
certification, and to study factors that influence the implementation effectiveness. The 
dependant variable was the implementation effectiveness of MS IS0 9002 certification 
and the independent variables were understanding, commitment and management 
leadership. Demographic factors were also examined for their differences on independent 
and dependent variables. Data were collected based on staffs’ views through 
questionnaires using Stratified Disproportionate Sampling, and were analysed using 
descriptive and statistical tests. T-test, ANOVA, Correlation and Multiple Regression 
Analysis were used in the statistical tests. 
Findings from the descriptive analysis showed that IMS IS0 9002 certification has 
improved service quality, work uniformity and provided a more systematic and greater 
clarity of work standards and procedures in JPPH. However, the implementation of MS 
IS0 9002 certification did not explain significantly on productivity enhancement, work 
simplicity, time saving and reduction in both unproductive work and bureaucracy. The 
ANOVA test showed there were differences in commitment and understanding level 
among staffs of various posts. Staff commitment did not show differences from the aspect 
of gender, service duration and courses attended. The Correlation test showed that all the 
three independent variables have moderately strong-chained correlations with coefficients 
between 0.465 and 0.585. From the Multiple Regression Analysis, all the three 
independent variables gave significant variance on the effectiveness of MS IS0 9002 
certification whereby understanding level was the highest and the most important 
contributor towards the effective implementation of MS IS0 9002 in JPPH. 
This study has also identified the strengths and weaknesses of the Quality System of MS 
IS0 9002 certification in JPPH. The main problems identified are the use of too many 
forms and the non-uniformity of work practices and procedures among branch offices. 
The results of the findings are important to enable the MS IS0 9002 Management 
Reviewing Committee to take remedial actions to ensure smooth implementation of the 
quality management system. 
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